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Getting Needed Care 
This chart summarizes the responses to survey questions 7, 16, 30, and 31 contained in the composite, 
“Getting Needed Care.”  Individual question-level responses immediately follow. 

Composite

Kaiser Foundation Health 
Plan (n=347)  

Q7. “With the choices your child’s health plan gave you, how much of a problem, if any, was it to get a 
personal doctor or nurse for your child you are happy with?” 

Q7. (n=225)  

Q16. “In the last 6 months, how much of a problem, if any, was it to get a referral to a specialist that your 
child needed to see?” 

Q16. (n=52)  

Q30. “In the last 6 months, how much of a problem, if any, was it to get care for your child that you or a 
doctor believed necessary?” 

Q30. (n=278)  

Q31. “In the last 6 months, how much of a problem, if any, were delays in your child’s health care while you 
waited for approval from your child’s health plan?” 

Q31. (n=278)  

 

 

 

           A big problem          A small problem       Not a problem

19%2% 79%

7%0% 92%

1% 9% 89%

8%1% 91%

1%
4%

95%

Scores with fewer than 85 responses are not displayed. 
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Getting Care Quickly 
This chart summarizes the responses to survey questions 21, 23, 26, and 32 contained in the composite, 
“Getting Care Quickly.”  Individual question-level responses immediately follow. 

Composite

Kaiser Foundation Health 
Plan (n=313)  

Q21. “In the last 6 months, when you called during regular office hours, how often did you get the help or 
advice you needed for your child?” 

Q21. (n=239)  

Q23. “In the last 6 months, how often did your child get an appointment for regular or routine health care as 
soon as you wanted?” 

Q23. (n=207)  

Q26. “In the last 6 months, when your child needed care right away for an illness or injury, how often did 
your child get care as soon as you wanted?” 

Q26. (n=136)  

Q32. “In the last 6 months, how often did your child wait in the doctor’s office or clinic more than 15 minutes 
past the appointment time to see the person your child went to see?” 

Q32. (n=268)  

 

 

 

          Never/Sometimes Usually Always 
    Q32: Always/Usually Sometimes Never

36%14% 50%

32%8% 60%

13% 34% 52%

27%7% 65%

41%25% 34%



Kaiser Foundation Health Plan
CAHPS Questions

Composite and Questions

NOTE:  Results presented in this report are based on the 2002 “Survey About Your Child’s Health Care” CAHPS survey sponsored by the Washington State 
Medical Assistance Administration.  To guard against inappropriate interpretation, scores are not displayed for plans with fewer than 85 responses for a single 
survey item.  The bar graphs show the unadjusted proportions for each response category by health plan.  Stars are not presented because there is no 
comparison group.  Due to rounding, some bars may not add up to 100%.  Request “Detailed Methodology” for additional information.

2002 Washington Consumer Assessment of Health Plans (CAHPS) survey. 
To request a copy of this report, please call 360-725-1622 or e-mail a request to mcanibj@dshs.wa.gov

75

How Well Doctors Communicate 
This chart summarizes the responses to survey questions 35, 37, 38, and 41 contained in the composite, 
“How Well Doctors Communicate.”  Individual question-level responses immediately follow. 

Composite

Kaiser Foundation Health 
Plan (n=280)  

Q35. “In the last 6 months, how often did your child’s doctors or other health providers listen carefully to 
you?” 

Q35. (n=279)  

Q37. “In the last 6 months, how often did your child’s doctors or other health providers explain things in a 
way you could understand?” 

Q37. (n=277)  

Q38. “In the last 6 months, how often did your child’s doctors or other health providers show respect for what 
you had to say?” 

Q38. (n=277)  

Q41. “In the last 6 months, how often did doctors or other health providers spend enough time with your 
child?”

Q41. (n=273)  

 

 

 

          Never/Sometimes Usually Always

19%6% 74%

28%7% 65%

7% 27% 66%

25%6% 69%

34%9% 57%
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Courteous and Helpful Office Staff 
This chart summarizes the responses to survey questions 33 and 34 contained in the composite, “Courteous 
and Helpful Office Staff.”  Individual question-level responses immediately follow. 

Composite

Kaiser Foundation Health 
Plan (n=280)  

Q33. “In the last 6 months, how often did office staff at your child’s doctor’s office or clinic treat you and your 
child with courtesy and respect?” 

Q33. (n=277)  

Q34. “In the last 6 months, how often were office staff at your child's doctor's office or clinic as helpful as you
thought they should be?”

Q34. (n=279)  

 

 

 

          Never/Sometimes Usually Always

30%4% 66%

16%1% 83%

3% 23% 74%
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Customer Service 
This chart summarizes the responses to survey questions 73 and 75 contained in the composite, “Customer 
Service.”  Individual question-level responses immediately follow. 

Composite

Kaiser Foundation Health 
Plan (n=106)  

Q73. “In the last 6 months, how much of a problem, if any, was it to find or understand information in the 
written materials?” 

Q73. (n=67)  

Q75. “In the last 6 months, how much of a problem, if any, was it to get help you needed when you called 
your child’s health plan’s customer service?” 

Q75. (n=67)  

 

 

 

           A big problem          A small problem       Not a problem

21%12% 67%

18%6% 76%

9% 19% 72%

Scores with fewer than 85 responses are not displayed. 

Scores with fewer than 85 responses are not displayed. 
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Rating of Personal Doctor, Specialist, Health Care, 
and Health Plan 
This chart summarizes the responses to survey questions 14, 18, 51, and 81, which asks members to rate 
their personal doctor, specialist, health care, and health plan. 

Rating of Personal Doctor 
Q14. “Use any number from 0 to 10, where 0 is the worst personal doctor or nurse possible and 10 is the 
best doctor or nurse possible.  How would you rate your child’s personal doctor or nurse now?”

Q14. (n=321)  

Rating of Specialist 
Q18. “Use any number from 0 to 10, where 0 is the worst specialist possible and 10 is the best specialist 
possible.  How would you rate your child’s specialist?” 

Q18. (n=50)  

Rating of Health Care 
Q51. “Use any number from 0 to 10, where 0 is the worst health care possible and 10 is the best health care 
possible.  How would you rate all your child’s health care?” 

Q51. (n=277)  

Rating of Health Plan 
Q81. “Use any number from 0 to 10, where 0 is the worst health plan possible and 10 is the best health plan 
possible.  How would you rate your child’s health plan now?”

Q81. (n=398)  

            0-6 7-8 9-10

34%8% 58%

44%18% 38%

9% 29% 62%

32%12% 56%
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